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What is OCS and
the Service Desk?

Our Vision
Drive the modernization of CDER’s
scientific review process through
the implementation of tools,

services, and training to enable
reviewers to apply their
expertise to
information

C

Our Mission
To provide CDER reviewers
innovative and reliable solutions
that improve and strengthen the
scientific review process by
integrating data, tools, and
training
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Received over 2, 500 requests for support, a 21 7%' over 2016

Processed 1,447 requests for scientific workstation users, a =075 . over 2016

Reduced the average time to close Service Desk tickets by 48%




Assistance is available
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for data security
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In-Depth
Support



Automating
routine tasks

Easily accessible
links and quick
sheets

Quick answers
to FAQ)s
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Coping with Humans

(11 Tube)






Creating Carla
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Al-based cognitive technologies include

machine learning to improve customer

service by providing better answers and
shorter service time
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Installf Uninstall
I need ___installed
Can__ beinstalled?
How do | install
Is it possible to have ___ installed?
Can | uninstall the old ___
Can | uninstall ___

Install
| need ___ on my computer
| need ___ enmy laptop

=
ﬂcwuummbwmuk

request to install a new software

12

13 Update _

14 || need to update
15 |1 received an notice about updating

16 | Can you help me update
17 | Can you help me install ___
18 | would like to install ___

Page Layout

| would like to submit an installation request
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Re-lmage
Can you please provide an image of ___
Can you please install an image of
reimage request
1| would like to have a hard drive reimaged
We would like to have it re-formatted
My laptop should be re-imaged
We would like to formart her computer for scientific
need help to encrypt the laptop as scientific computer
Wipe, refermat, and install
Can it be added to the network?
I'd like to make an appointment for my s
imaged, setup and hawve the following statistical software
installed

| nead license updated on my computer

13

20 |1 need ___ updated

21 || can't install the update
22 |Canyou please intall ___

23 || don't have ___ installed. Can you help?

24 |s
25
26
27
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Mew Scientific Workstation Configuration
| have a new scientific laptop
| hawve a new scientific computer
| have a new scientific laptop that needs to be configured
| have a new scientific laptop that needs to be imaged
| have a new scientific laptop and need __ software installed
| received a new scientific laptop
| received a new scientific computer
| received a new scientific laptop that needs to be configured

- laptop that needs to be imaged

| received a new scientific laptop and need __ software installed

| just picked up my new laptop and need ___ installed

| just picked up my new laptop and need it to be configured

| have a new computer that needs to be set up

| have a new workstation that needs to he set up

Can | get my new laptop set up?

| just got a new workstation but it doesn’ have ___ software
| need somecne to help me setup

| need my computer setup

new laptop setup

Dell Venue Tablet Pilot _
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Troubleshoot - Software
My Outlook is not working
My Qutlook is not updating
Unable to save
Unable to send
Unable to receive
WebEx isn't working

I am getting the following error___

Iamunable to ___
I can't open old email attachm
does not let me ___

Firefox crashes

| am having issues with ___
_ closes unexpectedhy
Outlook is net responding
| cannot access
___is not functioning properly
| cannot open

5 not opening
___is not letting me save
I am unable to open
| found some issues with
___crashes

+ Share

Q

Share WebEx

Fitter - Select - | Classification  This File ~
Cata Protection

WebEx
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Troubleshoot - Hardwa
My keyboard is not working
my drive neads to be replaced
my drive is dead
| am having hardware issues
the dvd drive needs to be adjusted
there is @ memory error
| need more storage
thereisa ing driver
There is a high alarm scund
my computer wen't start

RAM issues

audio is not working
my monitor is not working

my double maniter is not recognized

my card reader won't work

my card reader is not functional
PIV reader is not reading the card
my mouse is not working

there was a hardware failure

| am having some kind of hardware issue

| den't have emough memory

, Storage



° Add an intent

v

analysis_toolbox_what_is
complis_access_install
complis_troubleshoot
complis_what is
data_management

deskside_ support
edr_access

eric
ind_smart_template_access
ind_smart_template_troubleshoot
ind_smart_template_what _is
janus_access

janus_link
janus_troubleshoot_access
janus_troubleshoot other
janus_what is

jmp_analysis

jmp_clinical_analysis

jmp_clinical_data_loading

A jmp_clinical_data_loading

°Adﬁ and example

help with legacy data in JMP Clinical

load datasets into JMP Clinical

help uploading data to JMP Clincal

help upload study data in JMP Clinical

data was not property read in JMP Clincal
error uploading data into JMP Clinical

help with adam data in JMP Clinical

help with stdm data in JMP Clincal

I need help loading my data into jmp clinical
i cannot load my data into jmp clinical

jmp clinical isnt loading my data

i get an emmor message when trying to load my data into jmp clin
can | get help loading data into jmp clinical

how do | load data Into jmp clinical

can you show me how to load data into jmp dinical




DA OCS Service Desk

-l

Welcome

conversation_start

o

analysis_toolbox_w...

#analysis_toolbox_...

! v complis_what_is

#complis_what_is

complis_access

#complis_access_in...

. v EDR_access

#edr_access

- ERIC_IT_Call_Cente...

#eric

L » deskside_support_t...
(#deskside_support...

3 Response conditions

check_if_jreview

@tools!=JReview

\, deskside_support_t...
#deskside support




Front End
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Better Data. Better tools. Better Decisions
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From Roots
to Results

Annual Report

Office of Computational
Science (OCS)

Services Tools & Systems Training & Resources

e JumpStart e OC enice Desk =« Core DF
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orkstations

Animal & Veterinary | Cosmetics | Tobacco Products

Chat with Carla
Chat with our virtual service desk!

For Patients

Learn about other treatments,
drug/device approvals, public meetings
and more

For Health Professionals

Medical product safety information,
adverse event/problem reporting and
more

For Scientists & Researchers
MNCTR, pediatrics, clinical frials, Critical
Path Initiative and more

For Industry
Guidance, registration and listing, pay
user fees, import programs and more

FDA Voice Blog

. April 2, 2018
J FDA and Partners Work to Harvest
Agreement on Water

© More FDA Voice Blog Po

About FDA

« Commissioners Page

= FDA Organization




A to Z Index | Follow FDA | En Espanol

ood & Biologics | Animal & Veterinary | Cosmetics | Tobacco Products

Chat with Carla
Chat with ourvirtual service desk!

For Patients
D & DRUG Learn about other treatments,
TION drug/device approvals, public meetings

and more

For Health Professionals

Medical product safety information,
adverse event/problem reporting and
maore
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Chat with FDA OCS Virtual Assistant

. - Our virtunl aasistant may be able to provide answers o
Services Training & Resourd
uestions about sevices provided by OGS - your one-

stop shop for aesstancs, information and desk-ncde
# Core DF euppart for all OCS tooke and services, Please ask our

& JumpStart
wirlual assistant a quastion to start your chat
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Chat with Carla
Chat with our virtual service desk!

For Patients

Learn about other treatments,
drug/device approvals, public meetings

and more

RUG

For Health Professionals
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